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Abstract: ITIL has been proposed and indeed adopted by many as a framework 
for solving the problem of IT Service Management. It has been available for 
organizations for more than 10 years and initial adoption has been high. 
However, consultancy surveys of ITIL adoption, implementation and 
institutionalization show that there are only few complete and institutionalized 
ITIL implementations. This paper presents work in progress on a 
comprehensive ITIL literature review, focussing on critical success factors and 
benefits documented in scientific literature about ITIL implementation. Based 
on this, the paper presents a draft framework aiming at assisting organizations 
during their decisions regarding ITIL adoption, implementation and 
institutionalization.  
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Introduction  
The purpose of the ITIL (Information Technology Infrastructure Library) literature 
study is to investigate the body of ITIL knowledge related to adoption, 
implementation and institutionalization of ITIL focussing on benefits and critical 
success factors. Findings will be used to form parts of a draft framework to 
understand the phenomenon better. The purpose of the work will be further specified 
later through the section “objectives and research questions”. The work is part of a 
Ph.D. thesis and the findings and conclusions are only preliminary results. 
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Organizations become increasingly dependent on Information Technology (IT) as an 
integrated part of the business. This development force top management to focus on 
aligning IT to the strategy of the organization. Disruptions in IT delivery must be 
avoided and new IT solutions must continually be launched to cope with market needs 
and higher demands for improved corporate performance.  
 
To meet this challenge, organizations often look for guidance in popular “Best 
Practices” like e.g. ITIL; a management and control framework for IT service 
delivery and support. ITIL was developed by the UK “Office of Government 
Commerce”, and they state “modestly” on the top of their homepage that “ITIL is a 
cohesive best practice framework” [22]. 
 
ITIL version 1 and 2 has been available for more than a decade and during these years 
the framework has become increasingly popular in Denmark; the latest ITIL version 3 
has been available since 2007. 
 
ITIL version 3 is a life cycle based framework building on a cradle to grave view of 
managing IT services. It consists of several parts that together form a complete 
framework. 
 
Adoption, implementation and institutionalization of a Best Practice like ITIL will 
obviously take time, but in spite of the popularity and relatively high adoption rates it 
is still unexpectedly difficult to find completed and institutionalized implementations 
of ITIL version 3 in Danish organizations. 
 
In 2011, four years after the launch of ITIL version 3, and taking into account  the 
high adoption rates of the earlier versions,  it could be anticipated that a significant 
part of the organizations adopting ITIL version 3 have succeed in implementing and 
institutionalizing this “cohesive best practice framework”. However it seems that 
most organizations have settled for a partial implementation and very few have 
institutionalized the “cohesive framework” e.g. by becoming certified for compliance 
to ISO 20000.  
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Fig 1. Illustrate the presumed causal relationship. If an organization plans to adopt 
ITIL it would also begin to implement ITIL with the objective of institutionalizing.  
 
We propose to initially apply theories like e.g. Rogers “Diffusion of Innovations” [28] 
to help explaining this phenomenon. The aim of this ITIL literature study is primarily 
to investigate how scientific ITIL literature can contribute to understanding the 
adoption, implementation and institutionalization of an IT Best Practices like ITIL. 
IT Service Management (ITSM) 
Service oriented IT management has become increasingly popular together with the 
need for more customer focus in IT service delivery. This shift from technology 
orientation to customer orientation [19] is an indication that management strive to 
increase IT value to the organization. This can be supported by adopting the IT 
Service Management concept. When adopting IT Service Management, many 
organizations adopt the ITIL Best Practice framework. 
 
Another motivation for adopting ITIL could be risk mitigation. The introduction of 
the Sarbannes-Oxley act on corporate governance requirements in US after the 
spectacular collapses of Enron and WorldCom could influence ITIL adoption. 
Globally organizations followed the lead of the US focussing on corporate 
governance [25]. 
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ITIL 
The idea of IT Service Management spread during the 1980s. The ITIL usage and the 
literature however were limited during the first years. ITIL version 2 was released just 
after year 2000. The combined pressure for more IT value, customer orientation, 
security and improved governance could be part explanations of increased ITIL 
adoption. In 2007 the new and considerably extended version of ITIL was released by 
the UK Office of Government Commerce (OGC) under the name of  “ITIL V.3”. 
 
Table 1.  The ITIL v.2 and ITIL v.3 processes mapped to illustrate the broader scope 
of version 3. Processes in italic are almost identical processes in both versions. 
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At the same time IT service management standards were developed. “BS 15000 was 
fast-tracked in 2005 to become ISO/IEC 20000, the first international standard in 
ITSM” [22]. The ISO 20000 standard provides a basis for assessing if the 
organization actually works according to the IT service management best practices 
and a certification of compliance is possible.  
 
The coverage of ITIL version 3 is noticeably broader than the previous versions; 
based on a life-cycle based perspective ITIL version 3 presents a complete cradle to 
grave IT Service Management framework. Version 3 contains several new processes 
to keep focus on customer satisfaction and business value while handling the 
complete path from introducing new services to retiring outdated services. 
 
ITIL V.3 consists of five books summing up to more than a 1000 pages with detailed 
descriptions of the framework.  The five books are: Service Strategy, Service Design, 
Service Transition, Service Operation and Continual Service Improvement. ITIL 
version 3 provides detailed advice on how to execute the tasks of an IT department 
(supplier of IT Services). Process examples from each of the five books are left out 
due to paper size limitations but will be included in the Ph.D thesis, see Table 1for a 
brief overview. More information can be found on the official ITIL web-site: 
http://www.itil-officialsite.com/home/home.aspx 
 
For the moment there are efforts to withdraw the old and simpler ITIL V.2, because 
the “OGC is committed to the maintenance of alignment between future versions of 
ITIL and ISO/IEC 20000”. A refreshed version of ITIL was introduced in 2007 
(known as version 3). It is planned to withdraw version 2 following a consultation on 
the best way to do this.” [22]. 
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ITIL adoption 
ITIL adoption started on a larger scale from the mid-1990s and adoption of the 
framework still continues. Regarding the actual adoption of ITIL, this has been 
studied in two consultancy surveys examining ITIL in a Danish context. From “IT i 
praksis” [27] we know that adoption rates are high: 46% of private organizations and 
88% of municipalities and government organizations use ITIL today. The survey does 
not investigate if only small parts of the complete ITIL framework are applied nor 
does it report the maturity of the implementations investigated. Finally the survey 
doesn’t reveal if it’s the simpler ITIL version 2 or the current version 3.  According to 
the authors’ knowledge – with many years of CIO experience and participating in e.g. 
CIO networks - only very few organizations in Denmark have completed, matured 
and institutionalized ITIL V.3.  
 
From “MATERNA IT Service Management Executive Study” [20] we can get some 
indications regarding this topic. This survey reported a continuing increase in Nordic 
ITIL adoption. “Acceptance of ITIL” numbers rose from 59% in 2006 to 90% in 
2009. Additionally in the 2008 survey 70% of respondents think positively about the 
new ITIL v.3. 
 
Despite the high adoption rates, when we compare the results from the 2008 and 2009 
Materna surveys something interesting can be observed (see table 2). 
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Table 2. Percentages of completed implementation of single processes in 2008. 
 
 
 
 
 
The number of completed implementations of single processes seems to drop from 
2008 to 2009. Even answers relating to core processes like Incident, Change and 
Problem Management show rather large drops. There could probably be several 
explanations for this, but one explanation could be that respondents find it difficult to 
complete implementation of the processes. The change in the question from 
“complete” to “adequately” could furthermore hide even bigger drops indicating that 
implementing a process partly would now be “adequate”? 
 
Our conclusion based on the surveys is that although ITIL version 1, 2 and 3 got 
adopted on a broad scale, only few organizations seems to adopt, implement and 
institutionalize the complete version 3 framework. 
 
Because ITIL v.3 is “a cohesive” framework, implementing only a few processes 
would not indicate institutionalizing ITIL v.3. Another and better measure on this 
would be certification according to ISO 20000. 
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The surveys contain information about ISO 20000 certification. This is interesting 
because certification can be considered a “blue stamp” that ITIL v.3 has been 
implemented “adequately”. From the Materna surveys we could see: In 2008 15% of 
respondents in Denmark plan to continue their ITIL implementation with an ISO 
20000 certification within 24 months. 
 
If the implementation and institutionalization were spread evenly over time, it could 
be expected, that 15% of the 500 respondents = 75 planned to have a certification 
before 2011. 
 
In the 2009 survey “more than 50% strive for an ISO 20000 certification within the 
next twelve months which is a big increase compared to the 2008 survey.” These 
numbers predicts that we could expect an even higher number than 75 certificates in 
Denmark within 12 months from 2009. 
 
However the authors know only of very few organizations in Denmark that had 
actually realized their plans, we plan to follow this. In early 2011 only a handful of 
Danish organizations have obtained the ISO 20000 certificate, why? 
Relevance of the study 
According to the surveys numerous Danish organizations reports that they want to 
ISO 20000 certify their ITIL implementations. The certification can be considered a 
sign of institutionalization for which reason the number of certificates is interesting. 
However despite the intention only very few had reached their goal. This corresponds 
with the knowledge of the authors that only very few organizations have 
institutionalized the complete ITIL v.3 framework. Considering the high adoption 
rates in Denmark and the amount of resources used on ITIL; understanding of the low 
institutionalization rate and providing a framework to assist management in their ITIL 
efforts is of high relevance.  
Towards a framework for understanding adoption, implementation and 
institutionalization of ITIL                                                                                     9 
Objectives and research questions 
This paper contains a literature study and the initial thoughts regarding a framework. 
The methodology is designed to create more knowledge from our present body of 
knowledge about ITIL. Its aim is to provide a basis for a better understanding of the 
adoption, implementation and institutionalization of ITIL. The purpose can be 
condensed into two objectives: 
 
Objective I: To provide an overview of the literature regarding adoption, 
implementation and institutionalization of ITIL 
 
Objective II: To develop a framework for a better understanding of the high adoption 
but surprisingly low implementation and institutionalization rates of ITIL version 3. 
The intention is to further develop this framework in order to assist management in 
their adoption, implementation and institutionalization of ITIL. 
 
Objective I and II are broken down into the operational research questions 1-3: 
 
1) What is the present body of knowledge about ITIL adoption, implementation and 
institutionalization in the scientific ITIL publications? 
2) What benefits and contingency factors can management find in scientific ITIL 
publications assisting them to decide whether to adopt ITIL or not? 
3) What critical success factors can management find in scientific ITIL publications 
assisting them to implement ITIL successfully?  
 
Because this “work-in-progress” paper is part of a thesis the above questions will not 
all be addressed completely in this paper, the main purpose of this paper is to receive 
feed-back on the methodology. 
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Methodology 
A literature review will be used to create an overview of the ITIL body of knowledge 
addressing the research questions. The literature review will be structured according 
to Okoli & Sahabram [23] and their 8-step approach see table 3. 
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Table 3: The 8-step approach: “A guide to conducting a systematic literature review 
of information systems research” 
  
 
Step 1 was completed in the first part of this paper and step 2 was left out due to size 
limitations.  
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Step 3 “Searching for the literature” According to the 8-step approach, a pool of 
publications should be accumulated. In addition it must be decided whether the 
review should be narrow or broad and in which locations to search for the literature.  
 
Because of the limited amount of scientific literature within the topic, a broad 
approach was chosen for a start not to miss too many important sources of 
information and to get an outline of the body of ITIL knowledge. For this reason the 
search started with keyword “IT Service Management” narrowing down with 
keyword “ITIL”. 
 
The focus of this review is what management can learn from scientific ITIL literature. 
This is defined as peer reviewed articles about ITIL published in scientific journals or 
conference proceedings. However since there is a very limited  amount of scientific 
ITIL literature, the scope was set very wide to be able to identify everything what has 
been written about ITIL. For this reason all publications that could be found in the 
CBS library databases on ITIL was included. Step by step the pool of papers was 
narrowed down, as will be explained below.  
  
As a consequence of this decision articles from popular IT trade magazines like 
Computer World and books will be included in the first steps presenting an overview 
of publications. Trade magazines and books will nevertheless be excluded in the later 
steps. The trade magazines and books will merely contribute to complete the picture 
of the full body of ITIL knowledge. 
 
Before the search started the next decision was deciding which of the CBS library 
databases to search for materials, selection of the search keywords and whether the 
search for keywords should be done within title, subject etc. 
 
List of resources searched in the CBS library databases: 
 Academic Search™ Elite  
 ACM Digital Library (ACM Portal)  
 Business Source® Complete  
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 Cambridge Journals Online  
 Communication & Mass Media Complete™  
 Emerald ManagementXtra  
 Oxford Journals Online  
 SAGE Journals Online  
 Science Direct  
 SocINDEX™ with Full Text  
 
Year range: ITIL version 1 was developed during the 1980’s by CCTA (British 
Central Computer and Telecommunications Agency). However a search for ITIL in 
the Title for year range 1980-1990 in the CBS Library article search databases above 
returned only 5 hits, none of the hits had any relevance towards IT Infrastructure 
Library (ITIL). For this reason it was decided to narrow search to the years: 1990-
2010. 
 
The article search started in the autumn of 2010 and went on for a period of three 
weeks. Papers located were imported into RefWorks to be able to: 
 
 browse, search and manage the references 
 share folders of included and excluded sources with readers that have further 
interest in the subject 
 
At this step the search was performed going through several steps, which have been 
left out here due to space limitations. This resulted in a total of 588 records that was 
imported into RefWorks. 
 
Step 4: “Practical screen – screening for inclusion” During this step 4, it was 
decided what studies to include and what studies to leave out without further 
examination, because they were not relevant. 
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All articles included in this step were placed in the RefWorks folder: 
“ITIL_Lit_inclusion”. The file can be accessed through this link: 
http://www.refworks.com/refshare?site=016351135918800000/RWWEB10420756/IT
IL_Lit_inclusion 
 
After these searches, the recommendation of Webster & Watson [35] was followed 
going backwards by looking at citations in already identified articles and going 
forward by Web of Science Citation Index to look for further articles citing key 
articles.  
 
Left out articles have been placed in the RefWorks folder: ITIL_Lit_leftout_inclusion, 
the folder can be seen on this link: 
http://www.refworks.com/refshare?site=016351135918800000/RWWEB10420756/IT
IL_Lit_leftout_inclusion 
 
In this stage a simple account of number of publications in the pool: 
ITIL_lit_inclusion will be presented, before several contributions will be excluded in 
the later steps.  
 
Step 5: “Quality appraisal – screening for exclusion” The quality appraisal aimed 
to ascertain that possible learning possibilities will be drawn from scientific ITIL 
literature of a certain (high) quality. For this reason under the name of “scientific ITIL 
literature” only the following was included: 
 
 Primary sources: scientific literature published in scientific journals or 
presented at conferences that reports original empirical or theoretical work. 
 
And as a result these were excluded: 
 
 Secondary sources like books and review articles. 
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 Tertiary sources including work made for the broad public e.g. trade 
publications like Computer Weekly. However we will need to refer to the 
OGC ITIL manuals during this work. 
 
Completing step 5 left behind a pool of papers from which the in dept data extraction 
in step 6 could begin. 
 
Step 6: “Data extraction”: during step 6 applicable data was systematically extracted 
from each study supporting the work on answering the operational research questions, 
preliminary findings are presented under the findings section. 
 
Continuing from the “simple counting” to the more in dept data extraction it was 
decided to use an open coding technique. During the analysis of the titles and 
abstracts an initial understanding of possible topics developed. Inspiration by a more 
rigid methodology Grounded Theory that presents a single, unified, systematic 
method of analysis, we applied elements of this to structure the next iterations of data 
extraction. Open coding is the first step of data analysis, where phenomena were 
identified, labelled and categorized. This was done prior to the next step axial coding, 
where a coding paradigm was used to identify causal relationships. Codes were 
related to each other through inductive/deductive thinking; building on the 
assumption in figure 1. The elements below were used as a coding paradigm during 
the data extraction. The headlines are derived from a basic frame of generic 
relationships used in grounded theory [8].  
 Phenomenon: Subject of interest: ITIL Benefits(expected, short term and 
long term), ITIL implementation Critical Success Factors, documentation of 
completed, matured and institutionalized ITIL implementations 
 Causal conditions: Reasons and motivations to adopt ITIL 
 Context: Contingency factors like e.g. industry, organization size, 
importance of IT for the organization, which version of ITIL, amount of 
ITIL implemented and level of ITIL and IT maturity, Business Process 
Management maturity[9], Turn around organization or stabile organization  
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 Intervening conditions: E.g. management strategies used before and during 
the implementation. 
 Action strategies: Ways of adopting, implementing and managing ITIL 
 Consequences: Intended and unintended consequences of the above and 
documented in the paper 
Finally selective coding was applied to relate sub-categories to the categories through 
the paradigm model and relate categories at the dimensional level (this was done in 
step 7 synthesis of the studies to aggregate, organize and compare data) [8], [32], 
[35].  
Step 7: “Synthesis of Studies” “When the articles for the review have been screened, 
selected, and scored, the next requirement was to combine them in order to make 
comprehensive sense making of a large number of studies” [23] According to the 8-
step process, the synthesis can be either quantitative or qualitative. Quantitative 
synthesis in the form of meta-analysis often “makes no sense in the context of 
qualitative primary studies”. The ITIL studies are merely qualitative for which reason 
qualitative synthesis is applied. In step 7 under the “Findings” and “Discussion” 
sections the selected papers in the ITIL_lit_step6 folder will be classified according to 
topics [35], transforming information from an author perspective at the “simple 
counting” stage to a concept-centric perspective to fit data in the best way to answer 
the operational research questions. 
Step 8: “Writing the review” The writing step will be completed during the work in 
step 1-7 and presented finally in the thesis.  
 
After this outline of the methodology the preliminary findings will be presented 
below. 
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Findings 
Research question 1 will be partly answered presenting a “simple counting” of the 
selected literature in the ITIL_Lit_inclusion folder, the simple counting contains: 
 
 Number of publications per year: 
 Journals with most publications 
 Authors with highest number of publications 
 Topics 
 
Number of publications 
Total number of publications can be seen in figure 2. From the headcount of the 
publications can be seen, that no publications before 2002 passed the previous steps 
and even the number of publications before 2005 is very limited. Interest seems to 
peak in 2007. No conclusions will be drawn about 2010, because the data extract was 
made partly before the end of year 2010.  
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Fig. 2. The number of ITIL publications per year from 2002-2010 (all numbers for 
2010 are estimated on the basis of the first 8 months of 2010). 
 
There seems to be a peak in interest in 2007; to understand that peak more in depth, 
we choose to split the sources according to the following criteria: 
 
1. Books 
2. Journal articles from “trade magazines etc.” often with no specific “abstract 
field” information 
3. Academic journal articles and conference proceedings (mostly with abstract 
field filled out) 
 
The number of publications for each is as presented in figure 2. 
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This provided a slightly changed picture. After 2007 especially the trade magazine 
articles drops fast in number. Since these contained the more practically oriented 
articles from e.g. Computer World, this could indicate that the peak and the drop 
show a fading interest in ITIL for practitioners. On the other hand, the number of 
published books and academic journal articles and conference proceedings increase 
again in 2009, which could indicate an increased interest among scholars. 
 
Journals publishing ITIL articles 
Analyzing the ITIL_Lit_inclusion folder gave us the following data: A total of 178 
publications presented through 60 books, 46 journals and 34 conferences. There were 
29 trade journals that published a total of 50 articles without abstract; which is an 
average of 1.7 article/journal. Journals within this category were mostly popular 
practitioner oriented journals e.g. Network World. The most publishing of these 
journals were: Network World, Computer World and ITNOW with 7, 6 and 5 
publications. Title examples within this category: 
 Lining up behind ITIL 
 The IT Best Practice Revolution 
 Taking on IT Service Management 
 
Journals and conference proceedings with abstracts count for 68 publications from 34 
conferences and 17 scientific journals. Journal rankings are from www.aisnet.org  
(August of 2010) The most publishing journals were: 
 
 4 papers - IBM Systems Journal (MIS Journal Ranking: 55) 
 4 papers – Information Systems Management (MIS Journal Ranking : 65) 
 3 papers – Wirtshaftsinformatik (MIS Journal Ranking : 61) 
 3 papers – Fujitsu Scientific & Technical Journal (No MIS ranking). 
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Most contributing author 
The most contributing authors amongst the publications within the ITIL_Lit_inclusion 
folder are listed below; number of publications refers to papers/books, where the 
authors are primary author: 
 
 5 publications: Dr. Axel Hochstein 
 4 publications: Michael Brenner  
 4 publications: Marko Jäntti 
 
If both primary, secondary, tertiary author roles count: Aileen Cater-Steel should be 
mentioned with 6 contributions in total.  
 
Now the simple counting was completed and the process was proceeded to step 5 
“Screening for exclusion”. 
 
After having performed this “Screening for exclusion” there were 60 scientific ITIL 
references left in the “ITIL_lit_step5_exclusion” folder that at this stage contains only 
“Primary sources: scientific literature that is published in scientific publications or 
presented at conferences and reports original empirical or theoretical work”. 
 
The folder can be seen here: 
 
http://www.refworks.com/refshare?site=016351135918800000/RWWEB104207
56/ITIL_lit_step5_exclusion 
 
Topics 
At this step titles and abstracts of the publications were analyzed to see which topics 
were dealt with and which papers could be directly related to answering the research 
questions. During this coding work each title and abstract was investigated to identify 
the topics studied. 
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Summing up the topics studied figure 3 was developed. Each topic is defined in 
details in the thesis, but left out here due to size limitations. 
 
Fig.3. Topics studied. The scientific ITIL references left in the 
“ITIL_lit_step5_exclusion” split in topics. 
 
After this initial work, the papers were split into two groups according to their 
relevance in answering our research questions 
1. Topics that can help answer the research questions. This group will include 
“ITIL success” and “ITIL implementation” both topics contains papers 
dealing with: 
 Facts about coverage and maturity of  ITIL implementations 
 Benefits from  ITIL implementation 
 Contingency factors 
 Implementation Critical Success Factors (CSF) 
 Facts about long term usage of ITIL and institutionalization 
2. Topics less relevant in answering the research questions: “Detailed process 
analysis and improvement”, “Service oriented IT management” and “Other” 
all topics dealing with other subjects like: 
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  In dept work on ITIL supporting IT systems etc. 
 Detailed information about single ITIL processes with no or little 
information about completed ITIL implementations 
 General IT Service Management discussions without direct ITIL 
relevance 
 ITIL Education 
 Other 
 
We will proceed only with group 1 now containing 23 papers; they have been 
extracted into the following folder, where they can be accessed through this link: 
http://www.refworks.com/refshare?site=016351135918800000/RWWEB104207
56/ITIL_lit_step6 
 
Next step was an in dept data extraction working with open-, axial and selective 
coding on the 23 papers. This quality appraisal was done during the detailed data 
extraction. The findings from the in dept data extraction was organized to answer the 
research questions. 
 
Research question 2 will be answered referring to the coding of the papers according 
to the coding paradigm. The answer will be split in two parts: The first part contains 
the benefits part, which will be answered via the causal conditions from the coding 
paradigm. The second part concerns the contingency factors, and will be answered via 
the context factors from the coding paradigm. 
 
Benefits to be expected are a part of the coding paradigm causal conditions: “Reasons 
and Motivation to adopt ITIL”. From the coding a list of benefits were drawn from 
the papers and categorized according to the Shang and Seddon [29] benefits 
framework. They are shown in appendix 1with direct reference to each paper 
including which page in the paper they were presented. Management can use this 
appendix when they consider whether these benefits can justify the time and resources 
that must be invested in adopting, implementing and institutionalizing ITIL. 
Examples from the complete list of benefits can be seen in table 4. 
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Table 4.  Examples of main benefits summed up. The complete overview of 
identified benefits during coding can be found in appendix 1. 
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About the contingency factor part of research question 2 only very little were directly 
documented in the papers. However some contingency factors with possible influence 
on success were mentioned. An example was organization size – see table 5. 
 
Table 5.  Example of contingency factor “organization size” drawn from the papers 
during coding work.  
 
We have drawn the contingency factors in table 6 from the papers and chosen them to 
be included as part of the draft framework as contextual/contingency factors 
management should consider before deciding to adopt, implement and institutionalize 
ITIL: 
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Table 6. Context factors drawn from the papers; to form part of the framework, 
industry are presented with details as an example. 
 
 
Research question 3 will also be answered in two parts according to the coding 
paradigm. The CSFs derived from the papers were according to the coding paradigm 
split in intervening conditions and action strategies. Intervening conditions: the 
management strategies used before and during the implementation and CSFs related 
to this topic. Action strategies: ways of adopting and implementing  ITIL and CSFs 
related to this topic. 
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Intervening conditions 
Answer to the first part of question 3: During the open-, axial- and selective coding 
the intervening conditions (management strategies) were categorized in: operational-, 
managerial, infrastructure, strategic and organizational levels according to the Shang 
and Seddon [29] framework. The first part of the answer to research question 3 (the 
CSFs related to management) is summed up in table 7. The complete list of CSFs 
related to management can be seen in appendix 2 with direct reference to the specific 
papers. The list of CSFs indicates that management could find comprehensive 
assistance in the scientific ITIL literature on this aspect. 
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Table 7. Management CSFs derived from the papers summed up and categorized. 
The complete list of CSFs with direct reference to the papers and exact page numbers 
can be seen in appendix 2. 
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Answer to the second part of question 3: The CSFs related to action strategies: ways 
of adopting, implementing and managing ITIL and CSFs related to this topic were 
drawn from the paper and categorized according to Kotter [17] 8-step approach to be 
easier reckonable for practitioners. 
 
The complete list of CSFs can be seen in appendix 2 with direct reference to the 
specific papers and page numbers. The list of CSFs indicate that management could 
find ample assistance in the scientific ITIL literature on this aspect as well. Examples 
could be seen in Table 8. 
 
Table 8.  Implementation CSFs derived from the papers summed up and categorized. 
The complete list of CSFs with direct reference to papers can be seen in appendix 5. 
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Discussion 
What knowledge can be drawn from the previous steps? 
The literature review showed that ITIL publications in trade magazines have peaked 
back in 2007. There still seems to be some interest in the subject by researchers and 
book publishers even though publications in the area remain very scarce. No top 
ranking journals deals with the subject and most of the papers studied report findings 
on small elements of ITIL like parts of IT systems, improvement in parts of single 
processes etc. As little as 23 papers were of high relevance contributing to answer the 
research questions.  
 
We know that Danish initial adoption rates are high but there are strong indications 
that institutionalization rates are low. Very few have certified their ITIL 
implementation by ISO 20000.  
 
This could indicate that many Danish organizations adopt ITIL but the majority of the 
implementations will only be done partly with no institutionalization of the “cohesive 
best practice” and actually no significant documentation can be found in scientific 
ITIL literature explaining this phenomenon. 
 
What can be learned from the scientific ITIL literature identified and studied in this 
work? 
 
Even though the phenomenon can’t be explained through the scientific ITIL literature 
we can draw knowledge regarding benefits and contingency factors from the scarce 
scientific ITIL literature. About benefits or as we translated it in the draft of the 
framework “reasons and motivations to adopt ITIL”: On the operational level benefits 
as “clear definitions of tasks and processes” and “optimized work procedures” could 
be important reasons to adopt ITIL. These kinds of improvements could result in 
improved “Rigour in testing and system changes” and “Improved service delivery”. 
On the managerial level further benefits can be enhanced supporting further 
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improvements: “Process documentation => efficiency” good documentation will 
provide a basis for “Process assessment” and further “Process improvement”. If these 
benefits are combined with a “More predictable infrastructure” an organizational 
benefit like e.g.: “Improve client and service orientation” could appear; these 
elements can provide possibility for some of the strategic benefits like “Significant 
cost reductions” and “Strategic alignment”. 
 
Regarding contingency factors only little was documented and even less was 
examined for causal relationship with ITIL adoption, implementation and 
institutionalization. However we have drawn a few contingency factors from the 
literature e.g.: industry, size and business process management maturity as exogene 
factors that could indicate influence on ITIL adoption, implementation and 
institutionalization.  
 
We found a rich amount of documented critical success factors and we split them in 
two categories: management and implementation. The critical success factors add up 
to an important body of knowledge about different management and implementation 
elements to remember during adoption, implementation and institutionalization of 
ITIL. However in the scientific literature there is only very limited or no 
documentation of institutionalized complete ITIL v3 implementations. If we combine 
this with the low number of ISO 20000 certificates and the high interest to obtain the 
certificate this could indicate several explanations. ITIL v.3 diffusion rate could be 
influenced by e.g. its complexity or compatibility. Organizations could have 
difficulties in implementing and institutionalizing ITIL. Or maybe organizations re-
evaluate ITIL v.3 relative advantage during the implementation. The framework 
presented in the next section has focus on assisting organizations in their adoption, 
implementation and institutionalization of ITIL. 
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Towards a framework to assist management in adopting, implementing and 
institutionalizing ITIL 
 
If the knowledge from the ITIL body of knowledge presented above is combined with 
theory it may be possible to develop a framework to assist management during their 
adoption, implementation and institutionalizing of ITIL. 
  
The theories of relevance are out of the scope of this IRIS paper and will not be 
finally identified in this work-in-progress paper.  
 
To be useful to management the framework must present relevant variables that could 
influence on the complexity of implementation and institutionalization as well as the 
benefits and disbenefits resulting from the adoption, implementation and 
institutionalization of ITIL. 
 
Because the theoretical work is just about to begin, the framework will not be finally 
developed in this paper, but a very early idea for a framework is presented anyway to 
obtain feed-back on the basic idea of the framework. 
 
In the draft framework the benefits and CSFs from the literature was further 
categorized into causal conditions (why adopt ITIL), exogene variables that are 
difficult to change on short term, and endogene variables that can be changed in short 
term. Finally the output could be observed, expecting that after adoption and 
implementation it should be possible to observe the consequences: benefits, dis-
benefits and signs of institutionalization.  The first draft of the assisting framework is 
presented in figure 4 is must be read together with the two appendixes containing the 
benefits and CSFs. 
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Fig. 4. The first draft of the framework. 
 
In the Ph.D thesis the framework will be tested against data (e.g. through action 
research, survey/interviews etc.) and a simpler framework will be made to provide 
guidance to management. 
  
Conclusion 
 
Early 2011 only a handful of Danish organizations have obtained the ISO 20000 
certificate, why? 
 
At this stage of the work it seems that scientific ITIL literature is too scattered to 
provide any conclusive picture. We have not found one single scientific paper 
providing an estimate of the number of completed and institutionalized ITIL v.3 
implementations. 
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We were able to identify expected benefits from ITIL and we incorporated these into 
our draft framework so management can consider whether these benefits can justify 
the time and resources that must be invested in adopting, implementing and 
institutionalizing ITIL. 
 
We were also able to identify several CSFs from literature. These were categorized 
and incorporated into the draft framework, and they also provided knowledge to 
management as “practical advice” during their work with adopting, implementing and 
institutionalizing ITIL. 
 
The authors expect that this literature review and the framework eventually will be 
able to assist management in their initiatives during ITIL adoption, implementation 
and institutionalization. Through this paper we have provided the first elements in this 
“practitioner toolbox”.  
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Appendix 1 – Complete Benefits overview: 
Benefits drawn from the literature and categorized. Columns in grey show that this 
paper did not deal with documented benefits. Numbers in [ ] refers to the reference 
list; numbers in columns refers to page number in each paper.   
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Appendix 2 – Complete CSF overview: 
 
CSFs drawn from the literature and categorized. Numbers in [ ] refers to the reference 
list; numbers in columns refers to page number in each paper. Columns in grey show 
that this paper did not deal with documented CSFs.  
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Appendix 2 (-continued) – Complete CSF overview: 
 
  
 
 
